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FCC Mail Room
Illinois Tele,communications Access Corporation

3001 Montvale Drive· Suite D • Springfield, lllinois 62704
800-841-6167 V/ITY· 217-698-4170 V/ITY

FAX: 217-698-0942 • www.itactty.org

June 26, 2008

Ms. Marlene H. Dortch
Office of the Secretary
Federal Communications Commission
445 l2'h Street, SW, Rm. TW-B204
Washington, DC 20554

Via DHL Overnight Delivery

RE: CG Docket 03-0123

Dear Ms. Dortch:

As directed in the above-mentioned Docket, enclosed please find four copies of the following:

• The State of Illinois' Sprint TRS and CapTel Annual Complaint Logs, which includes
the number of complaints received for the period June I, 2007 through May 31, 2008,
that allege a violation of the federal TRS mandatory minimum standards, the date of the
complaint, the nature of the complaint, the date of its resolution and an explanation of
the resolution.

A CD (formatted in IBM compatibl,: format) of the Annual Complaint Log is also enclosed.

In addition, staffof the Illinois Commerce Commission, regulatory agency of the State of Illinois
for the ITAC TRS Program, reported two complaints that were elevated to that Agency during
the same reporting period. They are identified as complaint numbers 21 and 73 on the enclosed
log.
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June 26, 2008

Please contact me if you require ally additional information.

Sincerely,

(
-----') 7/':.,~~ /J )

,:;/-aLy -"? --~

Patty Kress,
Assistant Director

cc: Emma Danielson, Illinois Account Manager, Sprint Relay (without disk)
Christy Pound, Illinois Commerce Commission, ITAC/ITAP Liaison (via electronic
e-mail w/out disk)
Arlene Alexander, Federal Communications Commission (via electronic e-mail w/out
disk)

Enclosures: Attachment #1: Four Copies of Annual Illinois TRS Complaint Log which
includes CapTel Complaints for same reporting period.

1 - CD of Annual TRS Complaint Log for Illinois
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JUN 2. 71008
Complaint Tracking for IL (06/01/2007-05/31/2008). Total Customer Contacts: 89

Date of Resolution Explanation of Resolution

tamer notes specified Supervisor met with this agent about following customer instructions
5/29/2008 and the data base. Agent realized what she had done wrong and

apologized for causing the inconvenience.

ive him time to type
Supervisor coached the agent at that time to slow down and give the

5/28/2008 TIY user a little more time. Agent apologized to customer before
continuing to process call, Customer was happy with the apology

bling issues and why
las disabled the turbo- Customer Service attempted to contact customer but received a fast
ame in on 5/27/08. No 5/28/2008 busy. If customer should call back, she should be transferred to
!ns all the time. Customer Service for immediate assistance.
an be done.

5/21/2008
Advised customer of proper programming of Call Waiting block for
successful outbound captioned calling.

Ilcoming calls through
Iring friends call her
high pitched

5/19/2008
Called the customer on 5/27 at 5:10PM, 5/30 at 9:30 AM and S/30 at

unable to connect with 10:30 AM and no answer. Case is closed.
13 apologized for the
w up is requested.

hen customer typed it
isconnected.

5/15/2008
Agent knows not to disconnect customers. Customer did not request

Forwarded to correct follow up.

the frequently dialed
Team Leader went over this complaint with this agent. He did not

remember the call. The Team Leader coached the agent on the
r was not sure of 5/12/2008

proper way to bring up the frequently dialed list and about following
customer instructions. Agent apologized for inconvenience.

asked for supervisor.
Team Leader suggested waiting just a few seconds more if the voice

Y user before she was
5/12/2008 person always says the olGA". Agent did nothing wrong, but customer

econds of silence,
was unhappy with agent. Agent apologized for inconvenience

uestions "Why didn't
5/10/2008

Agent understands that she should follow customer's requests
Customer did not request call back.
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Nature of ComplaDate of Complaint

1 5/29/2008
Agent typed answering machine when c
to not type recordings.

2 5/28/2008
Customer wants agent to slow down an
the number.

Customer requested a follow up on the I

she isn't able to read relay text after rele;
3 5/28/2008 code and slowed typing down. Complail

actual date given for problem, said it hal
Requests that a tech call her to see whe;

4 5/21/2008 Dialing/Setup - Call Waiting

Illinois TTY customer is unable to receilo
the relay service. Customer states her h

5 5/19/2008
and relay operator informs them there i~

screeching tone that answers and they:
the TIY customer. Relay Customer Ser
problem and entered a trouble ticket. Fe

Agent kept asking for number calling to,

6 5/15/2008
twice. When asked for supervisor, agen
Complaint came in at 1909 hr on 5/14/0
center. No follow-up requested.

Customer asked operator for a number
7 5/12/2008 list and operator hung on caller. Custor

agent's number.

Outbound voice (with inbound permissi<

8 5/12/2008
Outbound said agent typed "GA" to the
done. Agent said there was more than:
leading her to type the OlGA".

9 5/10/2008
When agent doesn't understand me, sh
you say that?" or "why did you say that~

I



piracy against her
to Illinois Relay Center
~e also changed her
o back to AT& T. Called the customer and left 3 messages with my phone number fOI

that nothing had 5/912008 customer to call back. Customer did not return the calls. Case IS

inois Relay Center" closed.
lack. She wants an
account manager for
5/6/08

versation. Was NOT
.tions. Due to
er to customer service

4/8/2008
Forwarded to customer service. Customer Service contacted

p by mail on how to customer and provided TTY contact information.
~omplaint came in on

mdial to leave a
response from the

41712008
Agent did not remember this call, but understands that we do no!

nformed her the disconnect calls.
13 agent's center.

I'Ong number and did
nswering machine

3/3012008
Coached agent on being careful to get numbers carefully and te, read

told him I would follow and follow customer instructions to the "T".

e got cut off while
hung up or was a

Team Leader spoke with agent and she does not remember thiS call
neone to check into it
gent or the equipment.

3/15/2008 but said she would never unequivocally, categorically hang up on

forwarded to correct
anybody. Follow-up sent to customer per request to customer email

s email address.

did not follow notes to
2/19/2008

Agent made error with customer notes. Understands importance of
following customer instructions.

lions to the agent to
I spoke to this agent regarding this call and she said she did let the

ent continued to let
2/1712008 phone ring 5 times as per requested by the customer and that the

lid her we would follow
customer had hung up immediately after that.

Customer's notes read do not type recording and hold for live person
The number was answered by an answering machine stating that the
business was closed and there was no live person option. The

~r does not want
operator indicated that when the typed the business closed info he

lind agents to check
thought he was supporting the caller with important info, but the

2/28/2008 caller became upset. When the operator attempted to explain the
1 Forwarded to correct

caller hung up. The operator was advised to alert a supervisor when
a customer indicates that they are not happy with the service offered
Supervisor discussed other options of explaining. Attempted to reach
customer without success, left message on machine that follow up
action was completed with operator.

Operator was coached to always read customer notes and the

er does not want importance of taking time to read and understand them as it's
nind operators to

2/1612008
important in providing quality service. Operator states she

on 2/16/08 Forwarded understands completely and will read notes from now on. Customer
will be contacted for follow up. Unable to make follow up contact with
customer after 4 attempts.
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The customer thinks that Sprint is in a c(
because the name was changed from IF

without asking her permission. She think
service from AT&T to Sprint and wants t

10 51912008 Supervisor could not make her understa
changed but the name, she kept saying
was playing with her and she wants "IR(

account manager to call her. Forwarded
follow -up Complaint taken at 10:00 am

Customer had issues with TTY printing (
mad at relay. Just had some technical q

11 41812008
technical issues, relay was unable to tra
at the time. The customer wants a follo~

correct the problems with her TTY printe
4/7/08 at 1648 hrs

Reached an answering machine, asked

12 4/7/2008
message and was hung up on, received
operator. Apologized to the customer an
customer contact would be forwarded to

VCO customer said the agent dialed the

13 3/3012008
not follow her instructions to not type thE
message. Apologized to the customer a
up with the agent. No follow up requestE

On 3/14/08 at 10:38 PM, customer think
talking to his friend. Does not know if rei

14 3/15/2008
problem with our "machine". Would like
and get back with him whether it was thi
Call disconnected in the middle. Compl;:
center. Customer would like follow-up at

15 2/19/2008
Typed sorry for the inconvenience 2 tim
not type recording or answering machin

VCO customer said she gave clear instr

16 211712008
only let the number ring 5 times and the
the number ring longer. I apologized ani
up with the agent. No follow up requestE

Operator not looking at the notes! Custc

17 2116/2008
messages typed out. Have supervisors
notes. Complaint came in 2/16/08 at 10
center. Follow-up requested.

Operator did not look at the notes! Cust

18 2/16/2008
messages typed out. Have supervisors
check notes. Complaint came in at lOa
to correct center. Follow-up requested.

•



It agent could not hear
call saying to speak Agent coached on importance of remaining professional and

It of conversation. 2114/2008 appropriate phrases to educate the caller about the agent's rolf) Nu
Br did not request customer follow up requested.

Apologized for the
Called the customer and she stated they needed a new TIV and now

w up required for 2113/2008
it is working well. She thanked me for following up with her

I distance calls 211212008 Credited customer's account.

calls is made via IL
I successfully from
Iced test call from

216/2008
Spoke with customer and he said his relay calls are working well

ugh without a problem, Thanked me for following up on this.
Customer requests

; disconnected using
using digital telephone
II. Apologized,

Left messages for customer to call back on 3/19 and 3/31. Left
.9S. Performed test

1130/2008 another message for customer to call back. Left 3 messages and
j customer to check
ld her telephone

have not heard back from her. Case is closed.

ir wants contact with

ledical office via Illinois
1e she calls. The

Spoke with customer and he stated all is working fine. Thanke\l rne
phone without a 216/2008

~ entered, apologized
for following up on this.

s contact

Team leader met with this agent. Agent said that the message was

structions. Forwarded extremely garbled with only "y"s. Agent could not read screen at all
:onnect procedures 1/2412008 and was told by supervisor to apologize to customer and disconnect

the call due to garbling issues and unable to read text. This is a
technical issue and non-agent error.

Customer reported a specific call where captions were not present at

1/16/2008
the start of the call. Customer Service Representative apologized for
this incidence" and followed up with the Call Center. CA accepted
fault and proper disciplinary action was taken.

Spoke with customer and he stated it was a problem, but has not

his mother who uses called his mother since 3 weeks ago. He will contact customer

nswers the phone he service to report problems, if any, the next time he calls her. Called

s. RCS apologized for 1116/2008 the number several times and got a recording that the number dialed

. Follow up is is not correct each time. The customer told me when I spoke with him
on March 17 that he would contact me if any problems_ Case is

closed.

Customer reported a specific call where captions were not present at

111612008
the start of the call. Customer Service Representative apologized for
this incidence, and followed up with the Call Center. CA accepted
fault and proper disciplinary action was taken.
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An IL VCO customer called to complain
her and that the agent kept interrupting

19 2114/2008 directly to caller and that agent was not
Apologized for the inconvenience. Cust(
follow up.

TTY customer cannot receive a relay C<ll

20 2113/2008 problem and opened a trouble ticket. FI
problem resolution.

21 21612008 TTY customer was billed via Sprint for II

Customer reaching busy signal every tir
Relay for past week. Number can be die

22 21412008
regular phone. (apologized for problem,
Relay Customer Service and call went t
advised a trouble ticket would be opene
contact.

IL Voice caller complains her husband ~

TTY when receiving relay calls. Custom
service from home and TIV is saying A

23 1130/2008
explained regarding ASCII and answer
calls which would not connect. Encoura
with manufacturer of TIV about setting~

provider. Entered a trouble ticket. CustC'
resolution of problem.

TTY customer unable to complete call tl
Relay. Operator hears busy signal each

24 1/2912008 number can be dialed directly from regLi
problem. (advised a trouble ticket woulcl
for any inconvenience). Customer reqUl

Agent hung up on her as she was givin!
25 1124/2008 complaint on to team leader for proper (

and waiting for customer instructions.

26 111612008 Service - General

IL Voice customer is unable to connect
TTY through IL Relay. When his mothel

27 111612008 hears a beep and then the line disconnl
the problem and entered in a trouble tic
requested.

28 1/1612008 Service - General

•



, them on a relay call.
nd the agent told the Complaint was forwarded on to agents supervisor for coaching about
10 a relay call since patience, following customer instructions, and not arguing with the
fore." The customer customer. Since it was a TTY to Voice call, the agent could not get a
ustomer was told, "you 1/14/2008 supervisor, however she could have been more polite during the
"leave me alone. - process. This agent was not working at the time of the complaint
It the incident. Assured She was on bereavement leave and was not scheduled that day No
the appropriate action taken.
l customer requested.

Customer shared feedback regarding accuracy of captions stating
some voice recognition errors can be 'amusing.' Customer Service

1/16/2008
Representative thanked customer for the feedback and informed
them that information was shared with appropriate captioning service
staff for follow up. Suggested customer document the date. time, CA
# for more specific follow up.

1/8/2008
This agent did not work during the time [assuming during the time of
the reported contact]of the alleged incidents. No follow up taken

Complaint forwarded to agents supervisor for follow~up on following

lany times. Holding,
customer instructions and paying attention to the screen. Supervisor

1/8/2008 spoke with this agent about following customer's instructions. Agent
did not remember call but apologized if she caused any
inconvenience.

p them informed. The
Complaint was forwarded on to agent's team leader for follOW-lip
Requests follow~up email after coaching agent. Team Leader spoke

nothing. The caller
with this agent. Agent did not remember the call but assured

! operator did not
supervisor that whenever a supervisor is requested, she would

visor and the operator
1/3/2008 definitely get one for the caller. This is a very reliable agent and since

cted after not getting
the caller said there was no response, it is believed that this could

I customer for letting
have been a technical issue. Agent did apologize if any

Irward this to the
inconvenience was caused. Team Leader emailed the customllr In

e follow-up via e-mail.
regards to the action taken. Emailed customer on 1/10/08.

lately 905am, the TTY
1St agent for not
stated that she does

cess of the call. There Agent is aware of keeping the customer informed. No customer

during the time CA is
12/28/2007

follow up requested.
Jized for the
I;;t will be forwarded to
ded.

12/2612007 Discussed billing and took appropriate action.

Sent customer information explaining the difference between a

12/17/2007
CapTel and a traditional phone. Explained to customer why
disconnection/reconnection might be occurring and sent mail with
tips to reduce their occurrence.
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Customer states that the agent was rudl~

The customer asked the agent to repeat,
voice customer, "you should know how 1:

you said yes I have received a relay call
29 1/14/2008 then asked for a new relay agent and th

can't do that" and was told by the agent
Thanked customer for letting us know al
the customer that this will be forwarded t
supervisor for follow-up. No follow-up to

30 111412008 Accuracy of captions

31 1/8/2008 Says the person hung up on her.

32 1/8/2008
Agent not listening to customer. Hung u
would not disconnect.

Customer stated that the agent did not I
phone rang two times and then there w,
asked if the operator was still there and

33 1/3/2008
respond. The caller then asked for a SUI
did not respond. The caller finally discOl
any response from the operator. - Thanl
us know and informed her that we woull
appropriate supervisor. Customer would

After the completion of her call at appro
customer wanted to file an complaint a!:ll
keeping the customer informed. Custom

34 12/28/2007
not being left hanging not knowing the p
was lengthy silence between the "GA" a
typing the voice person's message. Apo
inconvenience and assured that this COl
agent's direct supervisor. No follow up n

35 12/26/2007 Billing - General

36 1211712007 Disconnect/Reconnect during calls

•



It. Customer gave
I on customer. Didn't

121712007
Team Leader met with CA and told them to pay close attention to the

7:44 pm. Forwarded screen. CA was coached.

Id operator said the Agent doesn't remember this call. However, spoke to the agent
Ig the number with a regarding this. Reminded the agent to make sure and keep the
ent through on 1st dial 12/7/2007 customer informed of everything that is occurring. It is not known
pm. Forwarded on to whether the computer system was not allowing the call to go through

or if a recording was reached. No follow-up requested.

!r, TTY user, via IL
Spoke with the mother and she stated that her son has been able to

advised trouble ticket 1/11/2008

tact asap.
get through relay to her and that all was working fine.

'ive incoming calls
fully, discussed Spoke with customer and she stated she figured out how to answer
orner know I would 12/5/2007 her calls and all has been working well. Thanked me for follOWing up
e. Customer does with her.

at her number is not
live her number before

Called the customer and she stated that all was working well as she
venience. Another rep 12/4/2007

got a new TTY. She thanked me for calling her back.
ouble persists. Opened

e caller while they
r while the customer
pologized to the 11/29/2007 Agent was coached on proper agent protocol.
Id be sent to the
!sted.

rom relay. Apologized Added Customer Contact phone number 11/28/07. Spoke with the
Follow-up required for 11/28/2007 mother and she stated that her relay calls are working fine. Shp

thanked me for following up with her.

Galls the message is
rator number as it is Called on 12/7107 at 1:25 PM and 12/7/07 at 1:40 PM - it was bUSy

w typing and then the 1/17/2008 both times. Tried again at 3:25 PM on 1/17108 and no answer, Case
ley cannot switch her is closed.
Ie ticket.

provided. Getting a
8tomer stated the
~ customer and not the Trouble ticket forwarded to technician. Tech called the customer,

1r for her difficulty. 11/27/2007 received recording: "Call cannot be completed as dialed. Please
8 going on. Trouble check the number and try your call again." No further action possible
d me a pleasant
in our service.
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Reached answering machine on 1st dia

37 12/7/2007
agent a 2nd number to dial and agent h
dial out. Complaint was filed on 12/3/07

on to correct center for follow-up.

Customer repeated number many times
number was invalid each time. When di,

38 121712007 new operator, the number was valid am
out. Complaint was filed on 12/6/07 at 8
correct center for follow-up with agent.

Voice customer cannot connect with me
39 121712007 Relay service. (supervisor assisted callE

would be entered) Customer requests c

IL VCO very frustrated as she can not n
through relay. Performed test call SUCCEi

40 12/5/2007 equipment may need serviced and let c
inform Relay Program Manager of the i!
want contact from Program Manager.

An IL VCO customer called to complain
showing up to agents. She always has II

41 12/4/2007 they process her call. Apologized for inc
opened a IT 5353154 on 11/15, but thi:
new IT 54165345. Follow-up requestec

Customer stated that the CA interruptec
were still typing. The CA dialed the nurr

42 11/29/2007 was still giving instructions. ~ Superviso
customer and informed them that this'll'
appropriate supervisor. No follow-up rei

Customer having problem receiving call
43 11/28/2007 for the problem and opened trouble tick

problem resolution.

Customer states when she receives rei.
totally garbled. She can never get the a

44 11/28/2007 also garbled. Also she sometimes gets
call disconnects. Also the agent tells he'
calls to VCO. Apologized turned in a tre

Unable to reach Mother at phone numb
high pitched sound like a fax machine. '
phone is set up to receive call. Contact

45 11/27/2007 mother at this time. Apologized to custe
Would follow up with tech to find out wh
ticket to follow complaint. Customer wis
holiday at end, but was very disappoint,

•



':I billed by Sprint every
omer notes are set up

11/27/2007 Her account was credited for all of the Sprint calls.
. Offered to credit for
up requested.

at for about a month,
y, she cannot get
garbled, then the line

Called on 1217/2007, 1/17/2008 and 2/6/2008 - no one answered and
blem when calling her 11/27/2007
a test call with and

they do not have an answering machine. Case is closed.

Opened a trouble

ng up on me. I gave
The agent does not remember this particular call. However, proper

lited and waited and I 11/22/2007
disconnect procedures were reviewed with this agent. The agent
understands the importance of staying focused and respondinfJ to
every customer.

I~r calling from number

ihe states this has
Spoke with the customer and she said all was working fine as she ~ot

Hks. RCS apologized to 11/15/2007
r in a Trouble Ticket.

a new TTY. She thanked me for calling her back.

unable to out dial
I left a message on 3/17/08, 3/18/08 and 3/19/08 for customer to call

"calling from" number
ticket was opened.

11/14/2007 back. Today I heard from the customer and she stated that her relay
calls are working fine.

s/messages unless
machine without 11/9/2007 Team Leader coached agent on following customer instructions

l~y spoke to them and
Supervisor spoke to the agent regarding this complaint. The a~ent

does not remember the call. The supervisor reviewed the importance
115107 al 7:17 pm. No 11/9/2007

of focusing on calls and responding to customers in a timely manner
The agent understands.

at she has had trouble
rhis has been going on

The technician contacted the customer and made test calls. All
. Apologized for

11/212007 worked smoothly and the customer thanked him for working With her
e disconnected, then

to resolve this.
had no trouble.

ted.

It gets screeching

to call, and submitted
10/29/2007

Spoke with customer and she figured out how to answer her calls

, Customer did not and all is going well. She thanked me for forrowing up with her
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An IL TTY customer says she keeps ge

46 11/27/2007
two or three months, even though her CI

to bill AT&T. Apologized for inconvenier
mischarges. Opened trouble ticket. Folh

An IL voice customer called to complain
when she calls her TTY niece through rl
through. The relay tells her the messagl

47 11/27/2007 disconnects. The niece doesn't have a I
aunt. Apologized for inconvenience. Ma
without relay (call disconnected with reI.
ticket. Follow-up requested.

CA wouldn't answer me twice. Twice he
48 11/22/2007 him the number for the pharmacy then I

said "Hello" then hung up.

IL VCO customer states she is asked fa
every time she calls into a relay operato

49 11/15/2007 happened for approximately the past 2 1

customer and informed her we would er
Customer did not request a follow up.

TTY customer reports Relay operator w

50 11/14/2007
without additional information. Custome
was not populating. Apologized. A trout!
Follow up requested.

Customer notes said to not type recordi
51 11/9/2007 asked to do so. Agent typed out answer

customer's instructions.

Agent didn't answer the TTY user when
52 11/9/2007 hung up on customer. Complaint filed 0

follow-up requested.

An IL VCO customer called to complain
receiving calls from people through rela

53 11/2/2007
since she moved, about a week and a t
inconvenience. Made a test call and the
was busy. Called directly through TTY <:

Opened a trouble ticket. Follow-up requ

IL VCO is not able to connect with relay

54 10/29/2007
noise. Apologized, provided equipment

trouble ticket for technicians to investigl
request contact.

•



lumber by the
I digit number and

Supervisor coached the agent to follow customer's instructions andmer then asked for a 10/25/2007
Ie supervisor got on never hang up on a customer. Agent understands.

I spoke to the CA regarding this call. She thinks it was a technical
d did not relay the tty

10/25/2007
problem in which the computer dropped the inbound call. This CA

on the voice customer. knows how to process a voice to tty answering machine call but we
reviewed the procedure regardless.

Customer shared feedback regarding accuracy of captions ane that
she asked the party to clarify. Customer Service Representative

10/25/2007 apologized for incidence and thanked customer for the feedback and
informed appropriate captioning service staff for follow up with the
CA. CA will be further monitored to ensure quality of captions

he reaches agents
" macro, his messages The customer has a TIY that is 17 years old, so I asked the
1 able to read his

10/22/2007
equipment distribution provider to send him a letter and application

computers send the for a new TTY. The customer was thankful for my assistance with
>I. Opened a trouble getting him a new TIY.

(hen she calls relay, Spoke with the customer and told her she needs to contact her
ave to ask her to phone company to check the originating line information as they are
been going on for 10/19/2007 not sending us the correct number, causing the problem she has
ouble ticket. Follow-up been experiencing. She stated she would calt them to have them fix

it.

p garbling, preventing
19ized, but customer

There was a bug in the system and we are working on fixing it
but garbling 10/12/2007

Customer did not request follow up.
did not ask for

nd when the operator
" "You are such a big
erator said, "Illinois The agent was spoken to and agreed that to refrain from
10-11-07 all:30 PM. 10/15/2007 conversation when a call arrives at the workstation and will focus on

I' who is requesting her calls. Program manager was updated on status.
ng this complaint)

agent would not dial
'ep on the job.

10/3/2007 Discussed with operator.
hem that this would be
supervisor.

Technical support made an adjustment in the system to resolve other
10/1/2007 party's experience. Other party now able to make captioned calls to

CapTel user successfully.

Assigned CapTel user's preferred carrier of choice designation to
9/24/2007 allow them to make long distance calls from CapTel phone. ThiS

remedied the circumstance.
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Agent was asked to dial a frequent diale
customer. The agent began asking for (ll

55 10/25/2007 continued asking for the number, the cu
supervisor and the agent hung up befor,
the phone. No follow up requested.

56 10/25/2007
Agent reached a tty answering machine
msg to the caller. The agent also hung l

57 10/25/2007 Accuracy of captions

A TTY customer called to report that wh
who don't send the ~your caller 10 will Sl

58 10/22/2007
garble. When that macro is sent, they Sl

messages. Apologized. Explained that t
macros; the agents do not have that COl

ticket. Follow-up requested.

An IL voice customer called to report tho
her number is not showing up, so agent

59 10/19/2007 provide that before they can call. This h
three weeks now. Apologized. Opened;
requested.

IL VCO user complains her relay calls k
her from being able to communicate. A~

60 10/12/2007 could not read my typing. Test called bEl
continued. Entered TI 5107974 Custon
contact.

711 test calls made by IL state custome
picked up the customer heard operator
liar!" customer said, "Pardon me?" and

61 10/12/2007 relay, operator # xxxx." The call was me
(complaint submitted by Program Mana
follow up to contact their customer rega
Program Manager requests contact

Customer asked agent to place a call. 1

62 10/3/2007
the number. Customer thinks she was EI
Apologized to the customer and informE
documented and forwarded to the agen

63 10/1/2007 Technical - General

64 9/24/2007 Billing - General

•



ld complained CA did
Agent does no remember the call. Coached agent on following aliI CA to relay message

red not to leave instructions that are provided by the customer, and to not disconnect

~ft message on
9/22/2007 on any customers regardless of the situation. Instructed agent to get

ner. Customer called a supervisor to assist with the call, if the request are not clear <in(J

pologized. clarification is needed.

n Manager, the caller
9/14/2007 Agent was not working at that time of the reported incident.not know why.

l Program Manager
niddle of the call and
I again and he told her

Supervisor met with CA. CA did remember call and stated that
13 stopped as she
lp with her, but he

outbound kept disconnecting and inbound thought it was the CA

J3r. She told the agent 9/14/2007
hanging up which it was not. When call progressed and voice person

Ited he is the one to
paused in speaking CA sent the GA for the outbound to respond and

and that he has been
then inbound started talking again. Inbound was upset that Ca had

hat he was cocky to
sent the GA and felt he was rude in not waiting for her for longer

o reach her mother.
is in TRS email

de to her and wanted
Ig rude to her. Did not

9/11/2007 No action taken without an agent id. Complaint closed.
-II took her call earlier.
or.

the operator greeting
.tomer claimed to have
leople. This

Talked with customer today and she stated it is a waste of time to
tes her time and other
:ustomer Service

send the "Caller 10" macro. I told her we had to follow the contract

~ representative on
9/4/2007 and also have not received this complaint from other customers. I

for state, ADA, and
gave her my email address if she needed to contact me and she

proving our service to
thanked me several times for calling her. Customer was satisfied

complaint to a program

and someone cursed Apologized and explained the role of the CA is to facilitate the call
~ foul language when a

8/28/2007
and that the CA is required to read everything that is typed. Caller

at relay should refrain disagreed but then inquired about employment opportunities. Caller
was referred to Customer Service for location information.

Customer experiences occasional calls where the data connection is
disrupted-mostly from a cellular user. Sent customer information
explaining the difference between a CapTel and a traditional phone

8/28/2007
and its need for a line that can sustain a data connection, Sent an
email with tips on what could reduce disconnect/reconnect
occurrence. Also did test calls with customer and advised asking the
phone company to verify the performance of the line to carry a data
connection.

outbound and began
lr the agent. Thinks 8/26/2007 Customer did not request follow up. Case is closed.
uld be technical too.

tance charges to
8/23/2007

Customer does not have a profile, updated it and credited customer's
account.
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9/21/2007 @ 10:50 pm Customer callee
not follow instructions. Customer instru(

65 9/22/2007 to customer's dad if the phone was ans'
message on the answering machine. CI
answering machine and hung up on cu~

back and wanted CA to apologize. Agel

66 9/14/2007 Customer Complaint: Received by Prog
said that the CA hung up on her, she de

Customer Complaint: Caller reported to
that the CA hung up on her mother in th
then when she called her back she got I

to stop speaking before she was done.
thought maybe he was struggling to keE

67 9/14/2007 went ahead and typed in ftGA" to her me
that she was not done speaking and he
make decisions on when to send the "0,

working as a CA for 15 years. She state!
her twice in one day when she was tryir
Customer Service Response: Received

Voice caller complained that agent was

68 9/11/2007
Sprint to send her an apology back for t
give agents id number or supervisors id
This caller was rude to agent and super

Customer Complaint: Caller is upset ab'
that includes, "your caller id will send". (
made thousands of complaints to variOl
information means nothing to her and w

69 9/4/2007
VCO user's time who are friends of her~
Response: Given by MA Customer Sen
9/1/07 at 11 :00. He explained that allow
other requirements we are interested in
remain competitive and would forward t
manager. Follow up requested.

Caller's daughter had received a relay ('

70 8/28/2007
at her. Caller stated that we should not
call is placed to a young person and felt
reading curses.

71 8/28/2007 Disconnect/Reconnect during calls

Customer was having a conversation wi
72 8/26/2007 receiving no response from the outbour

agent disconnected the call, however it

73 8/23/2007
Customer was billed via Sprint for long,
Poland.

I



ncoming calls from II
d said the agent hears August 28: left a voice message for customer to call me. Spoke
E~sponse: Thanked the 8/28/2007 with customer today and she stated that she contacted her phone
l1at a trouble ticket company and all is working well now. She thanked me for calling her.
i Ticket 4772059

lot available for Relay
Sent a letter to the customer's carrier about carrier of choice and

OC was in the
l entered. Customer

8/28/2007 what steps they need to take in order to be added to our carrier of
choice program. Customer thanked me for sending this.

8/17/2007
Technical Support registered cell phone user's carrier to resolve
caller's inability to reach CapTel user via CapTel Service.

This Agent is new. Team Leader spoke with her and told her she
Id they are always knew that she was new to the floor and the callers did not know that
. Apologized to 7/31/2007 Team Leader reminded CA to do her best and if she did have any

trouble to ask the caller to hold one moment and then call a Team
leader for assistance so the call is not delayed unnecessarily

very pleased with
unacceptable. Agent
mer advised agent
19 agent replied "then
er's friend cannot ans
phone. When agent
the customer

Team Leader spoke with this agent about all answering machine
agent was silent for 20-

procedures. Also spoke to the agent about his tone of voice and how
're dialing out or on

8/612007 it can affect his calls without him realizing it. He understands. Team
er could hear typing.

leader called customer at 5:40pm on 8/9/07. Spoke with her and she
,as said on ans mach.
'5 contact. Customer

was satisfied with the resolution.

:30 am to inquire when
lIstomer said she
perators, and was
er. Customer Service
lice is going to email

Agent could not understand the number given. Asked customer to

lid not read his notes repeat the number. He wouldn't so she ended up dialing a wrong

Emt dialed out without 7/29/2007 number. Team Leader instructed her to follow inbound notes and to
follow customer instructions. Agent was very upset about
inconvenience to customer.

Customer shared feedback regarding 1 word error in the call which
caused a misunderstanding accuracy of captions. CS Rep

7/27/2007 apologized for incidence and thanked customer for the feedback i;H1d

shared the feedback and CA # with appropriate captioning service
staff for follow up.

answer" and
Forwarded complaint on to TL for follow-up with agent about following

stomer the opportunity
customer instructions, or waiting for further instructions from the

day, 7-23-D7 at 7/29/2007
customer. Team Leader talked to this agent about following customer

) Customer request
instructions and waiting for further instructions from the customer
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Customer can dial out but cannot receiv
relay. Her hearing friend tried to call her

74 8/22/2007 PC tones then the line disconnects. RC:
customer for letting us know and assure'
would be turned in on the problem. Troll

Carrier Of Choice (COC) information Wei

75 8/20/2007
to process call correctly even though thH
database. Advised Trouble Ticket woulcl
requests contact.

76 8/17/2007 Billing - General

The customer has had this agent before
77 7/31/2007 slow to respond to the customer's requa,

customer. They do not request follow up

Voice customer uses Relay often & alwa
service but recent call, 7-31-07 9:20Aw
was rude from beginning of call. The cu:
they may reach an answering machine.
you don't need this service!ft When cust~

the phone a typed msg can be left on th

told the customer to leave msg themsel1
responded "no I can't". After this point ttl

78 7/31/2007
25 seconds until customer asked if they
break. No response from agent but cust
Finally the agent said he typed what she
(apologized for problem) Customer requ
called Customer Service this morning a1
the Supervisor is going to contact them.
never has problems with any of the rela:
surprised when this operator was rude t,
apologized to the customer. Customer S
the Supervisor this ticket is assigned to.

VCO customer was very upset that agel

79 7/29/2007 and follow his instructions in the notes. ,
verifying the number with him.

80 7/27/2007 Accuracy of captions

TTY customer reports that agent typed"
disconnected the call without giving the

81 7/23/2007 to make another call. The call was mad
approx 10 AM. (apologized for the probl
contact with an apology from supervisor

I



Apologized for incidence and thanked customer for feedback.
7/13/2007 Confirmed via trouble ticket that there was an audio difficulty on the

call causing the customer to need to hang up and redial the call

Internal update performed. Team Leader met with this agent. Agent
ending he sent "SK" doesn't remember the call; however, she was reminded to be sure
gent or any indication and keep the callers informed of call process. Agent understands
tomer said he had Team Leader attempted contact 7/12/07@2:10pmwith no answer,
Iresponse even though 7/12/2007 left message on TIYanswering machine. Team Leader attempted
llogized to customer contact 7/17/07@4:15pmwithnoanswer, left message on TTY
tified. Customer would answering machine. Team Leader called on 7/23/07 @ 3:45pm, got

customer. Spoke with customer. Customer understands and is happy
with the results.

,nt macros she
am Leader was

7/9/2007
Team Leader coached agent immediately after the call about

plaints were not agent adjusting the wpm as requested right away

Investigated and learned of a trouble ticket on the call. Brief interim
7/3/2007 of corrective measure and captions were restored. Thanked

customer for reporting this incidence. Apologized for this incidence

Ig heard clearly on her Communicated with the customer via email to get more detailed
calls. This problem information as to what happened as well as how it has been working
'&T checked her line

6/27/2007
recently. Customer sent me an email and stated it is a little better

,e last time this and she has been patient on all her calls. She knows we are working
d for inconvenience. on it and will get it resolved as quickly as possible. She thanked me
ted. for following up with her.

Explained to customer that answering machine messages may
generally be harder to caption than actual conversations. Explained

6/27/2007 captionist use (speaker unclear), (speaker to soft) to indicate
difficulty in discerning the answering machine message. Apologized
for this difficulty.

Ine call. Caller was very CA was spoken to about both incidences. The CA accidentally
locked. CA then typed

6/13/2007
pressed the Caller 10 Block key, then felt so bad about it that the CA

though the caller's forgot to read the caller's notes not to type answering machine CA
was coached by Team Leader.

he is having trouble
/4 and 6/5. When she
Eleching noise." When

I called customer and she stated that she has not had any problems
nnot connect. as 6/5/2007

with her VCO calls. She thanked me for following with her on this
l1ed 6/4 approximately
for inconvenience.

ted.
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82 7/13/2007 Technical - General

Customer complained that as the call w
and received no response back from th,
that the voice caller had hung up. The c:

83 7/12/2007 further questions for the agent, but got I

the agent had apparently not hung up. J

and relayed that a supervisor would be
like a follow-up phone call.

Customer said agent ignored notes and

84 7/9/2007
shouldn't have and did not adjust wpm.
observing during call and most of the c(
error. Agent was late adjusting her wpm

85 713/2007 Technical- General

An Il veo customer is having trouble b
relay calls, on both outbound and inbou

86 6/27/2007
has been happening for several weeks.
and said they did not detect a problem.
occurred was 6/27 at 5:48 p.m.. Apologi
Opened a trouble ticket. Follow-up requ

87 6/27/2007 Answering machine message retrieval

CA blocked caller's 10 when placing a p

88 6/13/2007
upset - he didn't want his caller 10 to be
out an answering machine message ev
notes say "Do not type MSG/Recording

An Illinois VCO customer called to repo
connecting with relay the past two days
receives a relay call she hears a "loud ~

89 6/5/2007 her friend calls her the agent says they
Delores is not using her voice. This ha~

2 to 3 p.m. and 6/510:10 a.m. Apologiz
Opened a trouble ticket. Follow-up requ

•



JUN 27 200~omPlaint Tracking for IL (06/01/2007-05/31/2008). Total Customer Contacts: 89

Date of Resolution Explanation of Resolution

Itamer notes specified
Supervisor met with this agent about following customer instructions

5/29/2008 and the data base. Agent realized what she had done wrong and
apologized for causing the inconvenience.

ive him time to type
Supervisor coached the agent at that Ume to slow down and give the

5/28/2008 TTY user a little more time. Agent apologized to customer before
continuing to process call. Customer was happy with the apology

bling issues and why
las disabled the turbo- Customer Service attempted to contact customer but received Cl fast
:ame in on 5/27/08. No 5/28/2008 busy. If customer should call back, she should be transferred to
ms all the time. Customer Service for immediate assistance.
an be done.

5/21/2008
Advised customer of proper programming of Call Waiting block for
successful outbound captioned calling.

Incoming calls through
ring friends call her
high pitched

5/19/2008
Called the customer on 5/27 at 5:10 PM, 5/30 at 9:30 AM and 5/30 at

unable to connect with 10:30 AM and no answer. Case is closed.
19 apologized for the
w up is requested.

hen customer typed it
isconnected.

5/15/2008
Agent knows not to disconnect customers. Customer did not request

Forwarded to correct follow up.

the frequently dialed
Team Leader went over this complaint with this agent. He did not
remember the call. The Team Leader coached the agent on the

r was not sure of 5/12/2008
proper way to bring up the frequently dialed list and about following
customer instructions. Agent apologized for inconvenience.

asked for supervisor.
Team Leader suggested waiting just a few seconds more if the voice

Y user before she was
~conds of silence,

5/1212008 person always says the "GAOl. Agent did nothing wrong, but customer
was unhappy with agent. Agent apologized for inconvenience

uestions "Why didn't
5/10/2008

Agent understands that she should follow customer's requests
Customer did not request call back.
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Dale of Complaint Nature of Cornpla

1 5/29/2008
Agent typed answering machine when (
to not type recordings.

2 5/28/2008
Customer wants agent to slow down an
the number.

Customer requested a follow up on the
she isn't able to read relay text after relc

3 5/28/2008 code and slowed typing down. Complail
actual date given for problem, said it ha
Requests that a tech call her to see whc:

4 5/21/2008 Dialing/Setup - Call Waiting

Illinois TTY customer is unable to recei\
the relay service. Customer states her h

5 5/19/2008
and relay operator informs them there i!
screeching lone that answers and they
the TTY customer. Relay Customer Ser
problem and entered a trouble ticket. Fe

Agent kept asking for number calling to,

6 5/15/2008
twice. When asked for supervisor, agen
Complaint came in at 1909 hr on 5/14/0
center. No follow-up requested.

Customer asked operator for a number
7 5/12/2008 list and operator hung on caller. Custor

agent's number.

Outbound voice (with inbound permissil

8 5/12/2008
Outbound said agent typed MGA" to the

done. Agent said there was more than:
leading her to type the "GA".

9 5/10/2008
When agent doesn't understand me, sh
you say that?" or "why did you say that'.

I



,piracy against her
to Illinois Relay Center
ve also changed her
10 back to AT& T. Called the customer and left 3 messages with my phone number for
that nothing had 5/912008 customer to call back. Customer did not return the calls. Case is

iinois Relay Center" closed.
back. She wants an
account manager for
5/6/08

Iversation. Was NOT
stions. Due to
fer to customer service

4/812008
Forwarded to customer service. Customer Service contacted

p by mail on how to customer and provided TIV contact information.
Complaint came in on

redial to leave a
• response from the

4/7/2008
Agent did not remember this call, but understands that we do not

informed her the disconnect calls.
e agent's center.

rong number and did
I1swering machine

3/30/2008
Coached agent on being careful to get numbers carefully and to read

told him I would follow and follow customer instructions to the "T".

Ie got cut off while
hung up or was a

Team Leader spoke with agent and she does not remember thiS call
meone to check into it

3/15/2008 but said she would never unequivocally, categorically hang up on
gent or the equipment.
t forwarded to correct

anybody. Follow-up sent to customer per request to customer email.

is email address.

, did not follow notes to
2/19/2008

Agent made error with customer notes. Understands importance of
following customer instructions.

tions to the agent to
I spoke to this agent regarding this call and she said she did let the

lent continued to let
2/17/2008 phone ring 5 times as per requested by the customer and that the

)Id her we would follow
customer had hung up immediately after that.

Customer's notes read do not type recording and hold for live person
The number was answered by an answering machine stating that the
business was closed and there was no live person option. The

i~r does not want
operator indicated that when the typed the business closed info he

nind agents to check
thought he was supporting the caller with important info, but the

2/28/2008 caller became upset. When the operator attempted to explain the
1Forwarded to correct

caller hung up. The operator was advised to alert a supervisor when
a customer indicates that they are not happy with the service offered.
Supervisor discussed other options of explaining. Attempted to reach
customer without success, left message on machine that follow up
action was completed with operator.

Operator was coached to always read customer notes and the

ler does not want importance of taking time to read and understand them as it's

mind operators to
2/1612008

important in providing quality service. Operator states she
on 2/16/08 Forwarded understands completely and wilt read notes from now on. Customer

will be contacted for follow up. Unable to make follow up contact with
customer after 4 attempts.
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The customer thinks that Sprint is in a Ci

because the name was changed from IF
without asking her permission. She thinl
service from AT&T to Sprint and wants 1

10 519/2008 Supervisor could not make her understCiI
changed but the name, she kept saying
was playing with her and she wants "IRI
account manager to call her. Forwarded
follow -up Complaint taken at 10;00 am

Customer had issues with TTY printing I

mad at relay. Just had some technical q

11 4/8/2008
technical issues, relay was unable to tra
at the time. The customer wants a foUov
correct the problems with her TTY printE
417/08 at 1648 hrs

Reached an answering machine, asked

12 41712008
message and was hung up on, received
operator. Apologized to the customer ar
customer contact would be forwarded te

VCO customer said the agent dialed the

13 3130/2008
not follow her instructions to not type thl
message. Apologized to the customer a
up with the agent. No follow up requestl

On 3/14/08 at 10:38 PM, customer thin~'

talking to his friend. Does not know if rei

14 3/15/2008
problem with our "machine". Would like
and get back with him whether it was th
Call disconnected in the middle. Compl.
center. Customer would like follow-up a

15 2/1912008
Typed sorry for the inconvenience 2 tim
not type recording or answering machin

VCO customer said she gave clear instl

16 211712008
only let the number ring 5 times and thei
the number ring longer. I apologized an
up with the agent. No follow up requestl

Operator not looking at the notes! Cust(

17 2116/2008
messages typed out. Have supervisors
notes. Complaint came in 2/16/08 at 10
center. Follow-up requested.

Operator did not look at the notes! Cust

18 2/16/2008
messages typed out. Have supervisors
check notes. Complaint came in at 10 c
to correct center. Follow-up requested.

•



It agent could not hear
call saying to speak Agent coached on importance of remaining professional and

11 of conversation. 2/14/2008 appropriate phrases to educate the caller about the agent's role Nu
i~r did not request customer follow up requested.

Apologized for the
Called the customer and she stated they needed a new TTY and now

w up required for 2/13/2008
it is working well. She thanked me for following up with her.

I distance calls 2/12/2008 Credited customer's account.

calls is made via IL
I successfully from
Iced test call from

2/6/2008
Spoke with customer and he said his relay calls are working well

ugh without a problem, Thanked me for following up on this.
Customer requests

i disconnected using
IJsing digital telephone
II. Apologized,

Left messages for customer to call back on 3/19 and 3/31. Left
es. Periormed test
I customer to check

1/30/2008 another message for customer to call back. Left 3 messages and

ld her telephone
have not heard back from her. Case is closed.

~r wants contact with

ledical office via Illinois
1e she calls. The

Spoke with customer and he stated all is working fine. Thanked me
phone without a 2/6/2008

~ entered, apologized
for following up on this.

'; contact

Team leader met with this agent. Agent said that the message was

structions. Forwarded extremely garbled with only ''y''s. Agent could not read screen at all
:onnect procedures 1/24/2008 and was told by supervisor to apologize to customer and disconnect

the call due to garbling issues and unable to read text. This is a
technical issue and non-agent error.

Customer reported a specific call where captions were not present at

1/16/2008
the start of the call. Customer Service Representative apologized for
this incidence* and followed up with the Call Center. CA accepted
fault and proper disciplinary action was taken.

Spoke with customer and he stated it was a problem, but has not

his mother who uses called his mother since 3 weeks ago. He will contact customer

lswers the phone he service to report problems, if any, the next time he calls her. Called

s. RCS apologized for 1/16/2008 the number several times and got a recording that the number dialed

. Follow up is is not correct each time. The customer told me when I spoke with him
on March 17 that he would contact me if any problems. Case is

closed.

Customer reported a specific call where captions were not present at

1/16/2008
the start of the call. Customer Service Representative apologized for
this incidence, and followed up with the Call Center. CA accepted
fault and proper disciplinary action was taken.
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An IL VCO customer called to complain
her and that the agent kept interrupting

19 2/14/2008 directly to caller and that agent was not
Apologized for the inconvenience. Cusb
follow up.

TTY customer cannot receive a relay Ceil

20 2/13/2008 problem and opened a trouble ticket. FI
problem resolution.

21 2/612008 TTY customer was billed via Sprint for h

Customer reaching busy signal every tir
Relay for past week. Number can be di;;

22 2/4/2008
regular phone. (apologized for problem,

Relay Customer Service and call went t
advised a trouble ticket would be opene
contact.

IL Voice caller complains her husband ~

TTY when receiving relay calls. Custom
service from home and TTY is saying A

23 1/30/2008
explained regarding ASCII and answer'
calls which would not connect. Encoura
with manufacturer of TTY about setting~
provider. Entered a trouble ticket. Custo
resolution of problem.

TTY customer unable to complete call ti

Relay. Operator hears busy signal each
24 1/29/2008 number can be dialed directly from regu

problem. (advised a trouble ticket woulcl
for any inconvenience). Customer requ~

Agent hung up on her as she was givinf
25 1/24/2008 complaint on to team leader for proper (

and waiting for customer instructions.

26 1/16/2008 Service - General

IL Voice customer is unable to connect
TTY through IL Relay. When his mothel

27 1/16/2008 hears a beep and then the line disconnl
the problem and entered in a trouble tic
requested.

28 1/16/2008 Service - General

•



• them on a relay call.
nd the agent told the Complaint was forwarded on to agents supervisor for coaching about
10 a relay call since patience, following customer instructions, and not arguing with the
'fore." The customer customer. Since it was a TTY to Voice call, the agent could not get a
ustomer was told, "you 1/1412008 supervisor, however she could have been more polite during tho
"'leave me alone. - process. This agent was not working at the time of the complaint
It the incident. Assured She was on bereavement leave and was not scheduled that day No
the appropriate action taken.
E~ customer requested.

Customer shared feedback regarding accuracy of captions stating
some voice recognition errors can be 'amusing.' Customer Service

111612008
Representative thanked customer for the feedback and informed
them that information was shared with appropriate captioning service
staff for follow up. Suggested customer document the date, time, CA
# for more specific follow up.

118/2008
This agent did not work during the time [assuming during the time of
the reported contact]of the alleged incidents. No follow up taken

Complaint forwarded to agents supervisor for follow-up on following

lany times. Holding,
customer instructions and paying attention to the screen. Supervisor

1/8/2008 spoke with this agent about following customer's instructions. Agent
did not remember call but apologized if she caused any
inconvenience.

p them informed. The
Complaint was forwarded on to agent's team leader for follow-up
Requests follow-up email after coaching agent. Team Leader spoke

nothing. The caller
with this agent. Agent did not remember the call but assured

€I operator did not
supervisor that whenever a supervisor is requested, she would

rllisor and the operator
11312008 definitely get one for the caller. This is a very reliable agent and since

cted after not getting
the caller said there was no response, it is believed that this could

I customer for letting
have been a technical issue. Agent did apologize if any

Cirward this to the
inconvenience was caused. Team Leader emailed the customer in

ke follow-up via e-mail.
regards to the action taken. Emailed customer on 1/10108

lately 905am, the TTY
nst agent for not
stated that she does

cess of the call. There Agent is aware of keeping the customer informed. No custome!
during the time CA is

12128/2007
follow up requested.

glized for the
Gt will be forwarded to
ded.

12126/2007 Discussed billing and took appropriate action.

Sent customer information explaining the difference between a

12117/2007
CapTel and a traditional phone. Explained to customer why
disconnectionlreconnection might be occurring and sent mail with
tips to reduce their occurrence.
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Customer states that the agent was rudl3
The customer asked the agent to repeat,
voice customer, "you should know how t
you said yes I have received a relay call

29 1/14/2008 then asked for a new relay agent and the
can't do that" and was told by the agent t
Thanked customer for letting us know ab
the customer that this will be forwarded t
supervisor for follow-up. No follow-up to

30 1/14/2008 Accuracy of captions

31 1/812008 Says the person hung up on her.

32 1/8/2008
Agent not listening to customer. Hung u
would not disconnect.

Customer stated that the agent did not fc
phone rang two times and then there wa
asked if the operator was still there and

33 1/312008
respond. The caller then asked for a sup
did not respond. The caller finally discon
any response from the operator. • Thanl
us know and informed her that we wauh
appropriate supervisor. Customer woulcl

After the completion of her call at appro
customer wanted to file an complaint ag
keeping the customer informed. Custom

34 12/2812007
not being left hanging not knowing the p
was lengthy silence between the "GAOl CI
typing the voice person's message. ApCi
inconvenience and assured that this COl

agent's direct supervisor. No follow up n

35 12126/2007 Billing - General

36 12/1712007 Disconnect/Reconnect during calls

I



ul. Customer gave
l~ on customer. Didn't

121712007 Team Leader met with CA and told them to pay close attention to the
7:44 pm. FOIwarded screen. CA was coached.

ld operator said the Agent doesn't remember this call. However, spoke to the agent
Ig the number with a regarding this. Reminded the agent to make sure and keep the
ent through on 1st dial 121712007 customer informed of everything that is occurring. It is not known
pm. Forwarded on to whether the computer system was not allowing the call to go through

or if a recording was reached. No follow-up requested.

sr, TTY user, via IL
Spoke with the mother and she stated that her son has been able to

advised trouble ticket 1/11/2008
Itact asap.

get through relay to her and that all was working fine.

live incoming calls
'fully, discussed Spoke with customer and she stated she figured out how to answer
omer know 1would 1215/2007 her calls and all has been working well. Thanked me for follOWing up
e. Customer does with her.

at her number is not
live her number before

Called the customer and she stated that all was working well as she
venience. Another rep 12/4/2007

got a new TTY. She thanked me for calling her back.
ouble persists. Opened

,e caller while they

r while the customer
pologized to the 11/29/2007 Agent was coached on proper agent protocol.
Id be sent to the
~sted.

rom relay. Apologized Added Customer Contact phone number 11/28/07. Spoke with the
Follow-up required for 11/28/2007 mother and she stated that her relay calls are working fine. She

thanked me for following up with her.

calls the message is
rator number as it is Called on 12/7107 at 1:25 PM and 12/7107 at 1:40 PM - it was busy

w typing and then the 1/17/2008 both times. Tried again at 3:25 PM on 1/17108 and no answer, Case

ley cannot switch her is closed.

Ie ticket.

provided. Getting a

':ltomer stated the
l customer and not the Trouble ticket forwarded to technician. Tech called the customer,

~r for her difficulty. 11/27/2007 received recording: "Call cannot be completed as dialed. Please

5 going on. Trouble check the number and try your call again." No further action possible

d me a pleasant
in our service.
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Reached answering machine on 1st dia

37 12/7/2007
agent a 2nd number to dial and agent h
dial out. Complaint was filed on 12/3/07
on to correct center for follow-up.

Customer repeated number many time~

number was invalid each time. When di
38 121712007 new operator, the number was valid anI

out. Complaint was filed on 12/6/07 at €I
correct center for follow-up with agent.

Voice customer cannot connect with m<
39 1217/2007 Relay service. (supervisor assisted calli

would be entered) Customer requests c:

IL VCO very frustrated as she can not r
through relay. Performed test call SUCCE

40 12/5/2007 equipment may need serviced and let c
inform Relay Program Manager of the i:
want contact from Program Manager.

An IL VCO customer called to complain
showing up to agents. She always has

41 12/4/2007 they process her call. Apologized for inc
opened a TT 5353154 on 11/15, but thi
new TT 54165345. Follow-up requestel

Customer stated that the CA interrupte(

were still typing. The CA dialed the nun
42 11/29/2007 was still giving instructions. - Superviso

customer and informed them that this '"
appropriate supervisor. No follow·up re,

Customer having problem receiving cal
43 11/28/2007 for the problem and opened trouble tick

problem resolution.

Customer states when she receives rei
totally garbled. She can never get the 0

44 11/28/2007 also garbled. Also she sometimes gets
call disconnects. Also the agent tells he:
calls to VCO. Apologized turned in a trc

Unable to reach Mother at phone numb
high pitched sound like a fax machine.
phone is set up to receive call. Contact

45 1112712007 mother at this time. Apologized to custc
Would follow up with tech to find out wt
ticket to follow complaint. Customer wiF
holiday at end, but was very disappoint

•



g billed by Sprint every
omer notes are set up

11/2712007 Her account was credited for all of the Sprint calls.
· Offered to credit for
··up requested.

at for about a month,
y, she cannot get
; garbled, then the line

Called on 121712007, 1117/2008 and 2/6/2008· no one answered andblem when calling her 11/2712007
a test call with and

they do not have an answering machine. Case is closed.

· Opened a trouble

Ing up on me. I gave
The agent does not remember this particular call. However, proper

aited and waited and I 11122/2007
disconnect procedures were reviewed with this agent. The agent
understands the importance of staying focused and responding to
every customer.

er calling from number
She states this has

Spoke with the customer and she said all was working fine as she got
13ks. RCS apologized to 11/1512007
r in a Trouble Ticket.

a new TTY. She thanked me for calling her back.

unable to out dial
I left a message on 3117/08, 3/18/08 and 3/19/08 for customer 10 call

"calling from" number
ticket was opened.

11114/2007 back. Today I heard from the customer and she stated that her relay
calls are working fine.

slmessages unless
I machine without 11/9/2007 Team Leader coached agent on following customer instructions.

13y spoke to them and
Supervisor spoke to the agent regarding this complaint. The agent
does not remember the call. The supervisor reviewed the importance

1/5107 at 7:17 pm. No 1119/2007
of focusing on calls and responding to customers in a timely manner.
The agent understands.

at she has had trouble
This has been going on

The technician contacted the customer and made test calls. All
f. Apologized for 1112/2007 worked smoothly and the customer thanked him for working with her
e disconnected, then

to resolve this.
had no trouble.

ted.

lit gets screeching
to call, and submitted

10129/2007
Spoke with customer and she figured out how to answer her calls

· Customer did not and all is going well. She thanked me for following up with her
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An lL TTY customer says she keeps ge

46 11127/2007
two or three months, even though her c
to bill AT&T. Apologized for inconvenien
mischarges. Opened trouble ticket. Foil

An IL voice customer called to complain
when she calls her TTY niece through r
through. The relay tells her the messag

47 11127/2007 disconnects. The niece doesn't have a I

aunt. Apologized for inconvenience. Mal
without relay (call disconnected with rei
ticket. Follow·up requested.

CA wouldn't answer me twice. Twice he
48 11/2212007 him the number for the pharmacy then I

said "Hello" then hung up.

IL VCO customer states she is asked fo
every time she calls into a relay operato

49 11115/2007 happened for approximately the past 2 '
customer and informed her we would el
Customer did not request a follow up.

TTY customer reports Relay operator w

50 11/1412007
without additional information. Custome
was not populating. Apologized. A troub
Follow up requested.

Customer notes said to not type recordi
51 11/912007 asked to do so. Agent typed out answer

customer's instructions.

Agent didn't answer the TTY user when
52 11/912007 hung up on customer. Complaint filed a

follow·up requested.

An IL VCO customer called to complain
receiving calls from people through rela

53 11/212007
since she moved, about a week and a h
inconvenience. Made a test call and thei
was busy. Called directly through TTY ;:
Opened a trouble ticket. Follow-up requ

IL VCO is not able to connect with rela~'

54 10129/2007
noise. Apologized, provided equipment
trouble ticket for technicians to investig,
request contact.

I



Agent was asked to dial a frequent dialed number by the
customer. The agent began asking for a 10 digit number and

Supervisor coached the agent to follow customer's instructions and55 10/25/2007 continued asking for the number, the customer then asked for a 10/25/2007
supervisor and the agent hung up befom the supervisor got on never hang up on a customer. Agent understands.

the phone. No follow up requested.

I spoke to the CA regarding this call. She thinks it was a technical

56 10/25/2007
Agent reached a tty answering machine and did not relay the tty

10/25/2007
problem in which the computer dropped the inbound call. This CA

msg to the caller. The agent also hung lip on the voice customer. knows how to process a voice to tty answering machine call but we
reviewed the procedure regardless.

Customer shared feedback regarding accuracy of captions and that
she asked the party to clarify. Customer Service Representative

57 10/25/2007 Accuracy of captions 10/25/2007 apologized for incidence and thanked customer for the feedback and
informed appropriate captioning service staff for follow up with the
CA. CA will be further monitored to ensure quality of captions

A TTY customer called to report that when he reaches agents
who don't send the "your caller ID will SHnd" macro, his messages The customer has a TTY that is 17 years old, so I asked the

58 10/2212007
garble. When that macro is sent, they SE~em able to mad his

10/2212007
equipment distribution provider to send him a letter and application

messages. Apologized. Explained that the computers send the for a new TTY. The customer was thankful for my assistance with
macros; the agents do not have that control. Opened a trouble getting him a new TTY.
ticket. Follow-up requested.

An IL voice customer called to report that when she calls relay, Spoke with the customer and told her she needs to contact her
her number is not shoWing up, so agents have to ask her to phone company to check the originating line information as they are

59 10/19/2007 provide that before they can call. This has been going on for 10/19/2007 not sending us the correct number, causing the problem she has
three weeks now. Apologized. Opened a trouble ticket. Follow-up been experiencing. She stated she would call them to have them fix
requested. it.

IL VCO user complains her relay calls keep garbling, preventing
her from being able to communicate. Apologized, but customer

There was a bug in the system and we are working on fixing it60 10/12/2007 could not read my typing. Test called back but garbling 10/12/2007
Customer did not request follow up.

continued. Entered TT 5107974 Customer did not ask for
contact.

711 test calls made by IL state customer and when the operator
picked up the customer heard operator say, "You are such a big
liar!" customer said, "Pardon me?" and operator said, "Illinois The agent was spoken to and agreed that to refrain from

61 10/12/2007 relay, operator # xxxx." The call was made 10-11-07 at 1:30 PM. 10/15/2007 conversation when a call arrives at the workstation and will focus on
(complaint submitted by Program Manager who is requesting her calls. Program manager was updated on status.
follow up to contact their customer regarding this complaint)
Program Manager requests contact

Customer asked agent to place a call. The agent would not dial

62 10/312007
the number. Customer thinks she was asleep on the job.

10/3/2007 Discussed with operator.
Apologized to the customer and informed them that this would be
documented and forwarded to the agent's supervisor.

Technical support made an adjustment in the system to resolve other
63 1011/2007 Technical - General 10/1/2007 party's experience. Other party now able to make captioned calls 10

CapTel user successfully.

Assigned CapTel user's preferred carrier of choice designation to
64 9/24/2007 Billing - General 9/24/2007 allow them to make long distance calls from CapTel phone This

remedied the circumstance.

•



9/21/2007 @ 10:50 pm Customer called and complained CA did
Agent does no remember the call. Coached agent on following allnot follow instructions. Customer instructed CA to relay message

to customer's dad if the phone was answered not to leave instructions that are provided by the customer, and to not disconnect
65 9/22/2007

message on the answering machine. CA left message on
9/22/2007 on any customers regardless of the situation. Instructed agent to get

answering machine and hung up on customer. Customer called a supervisor to assist with the call, if the request are not clear and

back and wanted CA to apologize. Agent apologized. clarification is needed.

66 9/14/2007 Customer Complaint: Received by Program Manager, the caller
9/14/2007 Agent was not working at that time of the reported incident.

said that the CA hung up on her, she does not know why.

Customer Complaint: Caller reported to thE! Program Manager
that the CA hung up on her mother in the middle of the call and
then when she called her back she got him again and he told her

Supervisor met with CA. CA did remember call and stated that
to stop speaking before she was done. She stopped as she
thought maybe he was struggling to kee!p up with her, but he

outbound kept disconnecting and inbound thought it was the CA

67 9/14/2007 went ahead and typed in "GA" to her mother. She told the agent 9/14/2007
hanging up which it was not. When call progressed and voice person

that she was not done speaking and he stated he is the one to
paused in speaking CA sent the GA for the outbound to respond and

make decisions on when to send the "GA" and that he has been
then inbound started talking again. Inbound was upset that Ca had

working as a CA for 15 years. She state,d that he was cocky to
sent the GA and felt he was rude in not waiting for her for longer

her twice in one day when she was trying to reach her mother.
Customer Service Response: Received this in TRS email

Voice caller complained that agent was rude to her and wanted

68 9/11/2007
Sprint to send her an apology back for being rude to her. Did not

9/11/2007 No action taken without an agent id. Complaint closed.
give agents id number or supervisors id that took her call earlier.
This caller was rude to agent and supervisor.

Customer Complaint: Caller is upset about the operator greeting
that includes, "your caller id will send". Customer claimed to have
made thousands of complaints to various people. This

Talked with customer today and she stated it is a waste of time to
information means nothing to her and wast.es her time and other

send the "Caller 10" macro. I told her we had to follow the contract
69 9/4/2007

VCO user's time who are friends of hers. Customer Service
9/4/2007 and also have not received this complaint from other customers. I

Response: Given by MA Customer Service representative on
9/1/07 at 11 :00. He explained that allowing for state, ADA, and

gave her my email address if she needed to contact me and she

other requirements we are interested in improving our service to
thanked me several times for calling her. Customer was satisfied

remain competitive and would forward her complaint to a program
manager. Follow up requested.

Caller's daughter had received a relay Gall and someone cursed Apologized and explained the role of the CA is to facilitate the call

70 8/28/2007
at her. Caller stated that we should not use foul language when a

8/28/2007
and that the CA is required to read everything that is typed. Caller

call is placed to a young person and felt that relay should refrain disagreed but then inquired about employment opportunities. Caller
reading curses. was referred to Customer Service for location information.

Customer experiences occasional calls where the data connection IS

disrupted-mostly from a cellular user. Sent customer information
explaining the difference between a CapTel and a traditional phone

71 8/28/2007 Disconnect/Reconnect during calls 8/28/2007
and its need for a line that can sustain a data connection. Sent an
email with tips on what could reduce disconnect/reconnect
occurrence. Also did test calls with customer and advised asking the
phone company to verify the performance of the line to carry a data
connection.

Customer was having a conversation with outbound and began
72 8/26/2007 receiving no response from the outbound or the agent. Thinks 8/26/2007 Customer did not request follow up. Case is closed,

agent disconnected the call, however it could be technical too.

73 8/23/2007
Customer was billed via Sprint for long distance charges to

8/23/2007
Customer does not have a profile, updated it and credited customer's

Poland. account.

•



Customer can dial out but cannot receivl~ incoming calls from IL
relay. Her hearing friend tried to call her and said the agent hears August 28: Left a voice message for customer to call me. Spoke

74 8/22/2007 PC tones then the line disconnects. RCS response: Thanked the 8/28/2007 with customer today and she stated that she contacted her phone
customer for letting us know and assured that a trouble ticket company and all is working well now. She thanked me for calling her
would be turned in on the problem. Trouble Ticket 4772059

Carrier Of Choice (COC) information was not available for Relay
Sent a letter to the customer's carrier about carrier of choice and

75 8/20/2007
to process call correctly even though the COC was in the

8/28/2007 what steps they need to take in order to be added to our carrier of
database. Advised Trouble Ticket would be entered. Customer
requests contact.

choice program. Customer thanked me for sending this.

76 8/17/2007 Billing - General 8/17/2007
Technical Support registered cell phone user's carrier to resolv,:'
caller's inability to reach CapTel user via CapTel Service.

This Agent is new. Team Leader spoke with her and told her she
The customer has had this agent before and they are always knew that she was new to the floor and the callers did not know that.

77 7/31/2007 slow to respond to the customer's requests. Apologized to 7/31/2007 Team Leader reminded CA to do her best and if she did have any
customer. They do not request follow up trouble to ask the caller to hold one moment and then call a Team

Leader for assistance so the call is not delayed unnecessarily

Voice customer uses Relay often & always very pleased with
service but recent call, 7-31-07 9:20A was unacceptable. Agent
was rude from beginning of call. The customer advised agent
they may reach an answering machine. The agent replied "then
you don't need this service!" When customer's friend cannot ans
the phone a typed msg can be left on thsir phone. When agent
told the customer to leave msg themselves the customer

Team Leader spoke with this agent about all answering machine
responded "no I can't". After this point the agent was silent for 20-

procedures. Also spoke to the agent about his tone of voice and how
78 7/31/2007

25 seconds until customer asked if they were dialing out or on
8/6/2007 it can affect his calls without him realizing it. He understands. Team

break. No response from agent but customer could hear typing.
Leader called customer at 5:40pm on 8/9/07. Spoke with her and she

Finally the agent said he typed what she was said on ans mach.
was satisfied with the resolution.

(apologized for problem) Customer requires contact. Customer
called Customer Service this morning at 9 30 am to inquire when
the Supervisor is going to contact them. Customer said she
never has problems with any of the relay operators, and was
surprised when this operator was rude tQ her. Customer Service
apologized to the customer. Customer Service is going to email
the Supervisor this ticket is assigned to.

Agent could not understand the number given. Asked customer to

VCO customer was very upset that agent did not read his notes repeat the number. He wouldn't so she ended up dialing a wrong

79 7/29/2007 and follow his instructions in the notes. Agent dialed out without 7/29/2007 number. Team Leader instructed her to follow inbound notes and to

verifying the number with him. follow customer instructions. Agent was very upset about
inconvenience to customer.

Customer shared feedback regarding 1 word error in the call which
caused a misunderstanding accuracy of captions. CS Rep

80 7/27/2007 Accuracy of captions 7/27/2007 apologized for incidence and thanked customer for the feedback and

shared the feedback and CA # with appropriate captioning service

staff for follow up.

TTY customer reports that agent typed "no answer" and
Forwarded complaint on to TL for follow-up with agent about followmg

disconnected the call without giving the customer the opportunity customer instructions, or waiting for further instructions from the
81 7/23/2007 to make another call. The calf was madl~ today, 7-23-07 at 7/29/2007

customer. Team Leader talked to this agent about following customer
approx 10 AM. (apologized for the problem) Customer request

instructions and waiting for further instructions from the customer
contact with an apology from supervisor

I



Apologized for incidence and thanked customer for feedback.
82 7/13/2007 Technical - General 7/13/2007 Confirmed via trouble ticket that there was an audio difficulty on the

call causing the customer to need to hang up and redial the call

Internal update perlormed. Team Leader met with this agent. Agent
Customer complained that as the call was lmding he sent "SK" doesn't remember the call; however, she was reminded to be sure
and received no response back from th€l anent or any indication and keep the callers informed of call process. Agent understands
that the voice caller had hung up. The ciUstomer said he had Team Leader attempted contact 7/12/07@2:10pmwith no answer

83 7/12/2007 further questions for the agent, but got no response even though 7/12/2007 left message on TTY answering machine. Team Leader attempted
the agent had apparently not hung up. Apologized to customer contact 7/17107@4:15pmwithnoanswer, left message on TTY
and relayed that a supervisor would be notified. Customer would answering machine. Team Leader called on 7/23/07 @ 3:45pm gal
like a follow-up phone call. customer. Spoke with customer. Customer understands and is happy

with the results.

Customer said agent ignored notes and sent macros she

84 7/9/2007
shouldn't have and did not adjust wpm. Team Leader was

7/9/2007
Team Leader coached agent immediately after the call about

observing during call and most of the complaints were not agent adjusting the wpm as requested right away
error. Agent was late adjusting her wpm.

Investigated and learned of a trouble ticket on the call. Brief interim
85 71312007 Technical- General 7/3/2007 of corrective measure and captions were restored. Thanked

customer for reporting this incidence. Apologized for this incidence

An IL VCO customer is having trouble being heard clearly on her Communicated with the customer via email to get more detailed
relay calls, on both outbound and inbound calls. This problem information as to what happened as well as how it has been working

86 6/27/2007
has been happening for several weeks. AT&T checked her line

6/27/2007
recently. Customer sent me an email and stated it is a little better

and said they did not detect a problem. ThH last time this and she has been patient on all her calls. She knows we are working
occurred was 6/27 at 5:48 p.m.. Apologized for inconvenience. on it and will get it resolved as quickly as possible. She thanked me
Opened a trouble ticket. Follow-up requ,ested. for following up with her.

Explained to customer that answering machine messages may
generally be harder to caption than actual conversations. Explained

87 6/27/2007 Answering machine message retrieval 6/27/2007 captionist use (speaker unclear), (speaker to soft) to indicate
difficulty in discerning the answering machine message. Apoloqlzed
for this difficulty.

CA blocked caller's ID when placing a phone call. Caller was very CA was spoken to about both incidences. The CA accidentally

88 6/13/2007
upset - he didn't want his caller ID to be blocked. CA then typed

6/13/2007
pressed the CaUer ID Block key, then felt so bad about it that the CA

out an answering machine message eVlm though the caller's forgot to read the caller's notes not to type answering machine CA
notes say "Do not type MSG/Recordings." was coached by Team Leader.

An Illinois VCO customer called to repol1 she is having trouble
connecting with relay the past two days, 6/4 and 6/5. When she
receives a relay call she hears a "loud screeching noise." When

I called customer and she stated that she has not had any problems
89 6/5/2007 her friend calls her the agent says they cannot connect, as 6/5/2007

with her VCO calls. She thanked me for following with her on this
Delores is not using her voice. This happened 6/4 approximately
2 to 3 p.m. and 6/510:10 a.m. Apologized for inconvenience.
Opened a trouble ticket. Follow-up requested.

I



JUN 272008 Complaint Tracking for IL (06/01/2007-05/31/2008). Total Customer Contacts: 89
~

Tally ,tJ"oYc~ 1'0/1<:'"Oat 0 Complaint Nature of Complaint Date of Resolution Explanation of Resolution

Agent typed answering machine when customer notes specified
Supervisor met with this agent about following customer instructions

1 5/29/2008 5/29/2008 and the data base. Agent realized what she had done wrong andto not type recordings.
apologized for causing the inconvenience.

Customer wants agent to slow down and give him time to type
Supervisor coached the agent at that time to slow down and give the

2 5/28/2008
the number.

5/28/2008 nY user a little more time. Agent apologized to customer before
continuing to process call. Customer was happy with the apology

Customer requested a follow up on the garbling issues and why
she isn't able to read relay text after relay has disabled the turbo- Customer Service attempted to contact customer but received a fast

3 5/28/2008 code and slowed typing down. Complaint came in on 5/27/08. No 5/28/2008 busy. If customer should call back, she should be transferred tn
actual date given for problem, said it happens all the time. Customer Service for immediate assistance.
Requests that a tech call her to see what can be done.

4 5/21/2008 Dialing/Setup - Call Waiting 5/21/2008
Advised customer of proper programming of Call Waiting block for

successful outbound captioned calling.

Illinois TTY customer is unable to receive incoming calls through
the relay service. Customer states her hearing friends call her

5 5/19/2008
and relay operator informs them there is a high pitched

5/19/2008
Called the customer on 5/27 at 5:10PM, 5/30 at 9:30 AM and 5/30 at

screeching tone that answers and they are unable to connect with 10:30 AM and no answer. Case is closed.
the TTY customer. Relay Customer Service apologized for the
problem and entered a trouble ticket. Follow up is requested.

Agent kept asking for number calling to, when customer typed it

6 5/15/2008
twice. When asked for supervisor, agent disconnected.

5/15/2008
Agent knows not to disconnect customers. Customer did not request

Complaint came in at 1909 hr on 5/14108. Forwarded to correct follow up.
center. No follow-up requested.

Customer asked operator for a number in the frequently dialed
Team Leader went over this complaint with this agent. He did not
remember the call. The Team Leader coached the agent on the

7 5/12/2008 list and operator hung on caller. Customer was not sure of 5/12/2008
proper way to bring up the frequently dialed list and about following

agent's number.
customer instructions. Agent apologized for inconvenience.

Outbound voice (with inbound permission) asked for supervisor.
Team Leader suggested waiting just a few seconds more if the voice

8 5/12/2008
Outbound said agent typed "GA" to the TTY user before she was

5/12/2008 person always says the "GA". Agent did nothing wrong, but customer
done. Agent said there was more than ;3 seconds of silence,

was unhappy with agent. Agent apologized for inconvenience
leading her to type the "GA".

9 5/10/2008
When agent doesn't understand me, she questions "Why didn't

5/10/2008
Agent understands that she should follow customer's requests

you say that?" or "why did you say that'?" Customer did not request call back.

I



The customer thinks that Sprint is in a conspiracy against her
because the name was changed from IRC to Illinois Relay Center
without asking her permission. She thinlks we also changed her
service from AT&T to Sprint and wants to go back to AT& T. Called the customer and left 3 messages with my phone number for

10 5/9/2008 Supervisor could not make her understand that nothing had 519/2008 customer to call back. Customer did not return the calls. Casp is
changed but the name, she kept saying "Illinois Relay Center" closed.
was playing with her and she wants "IRe" back. She wants an
account manager to call her. Forwarded to account manager for
follow -up Complaint taken at 10:00 am on 5/6/08

Customer had issues with ITV printing conversation. Was NOT
mad at relay. Just had some technical questions. Due to

11 418/2008
technical issues, relay was unable to transfer to customer service

418/2008
Forwarded to customer service. Customer Service contacted

at the time. The customer wants a follow-up by mail on how to customer and provided ITY contact information.
correct the problems with her TTY print13r. Complaint came in on
4/7/08 at 1648 hrs

Reached an answering machine, asked to redial to leave a

12 4/7/2008
message and was hung up on, received no response from the

417/2008
Agent did not remember this call, but understands that we do not

operator. Apologized to the customer and informed her the disconnect calls.
customer contact would be forwarded to the agent's center.

VCO customer said the agent dialed the wrong number and did

13 3/3012008
not follow her instructions to not type thl3 answering machine

3130/2008
Coached agent on being careful to get numbers carefully and 10 read

message. Apologized to the customer and told him I would follow and follow customer instructions to the "T".
up with the agent. No follow up requestt3d.

On 3/14/08 at 10:38 PM, customer thinks he got cut off while
talking to his friend. Does not know if relay hung up or was a

Team Leader spoke with agent and she does not remember thiS call
14 3/15/2008

problem with our "machine". Would like someone to check into it
3/15/2008 but said she would never unequivocally, categorically hang up on

and get back with him whether it was the agent or the equipment.
Call disconnected in the middle. Complaint forwarded to correct

anybody. Follow-up sent to customer per request to customer email

center. Customer would like follow-up at his email address.

15 2/19/2008
Typed sorry for the inconvenience 2 times, did not follow notes to

2/19/2008
Agent made error with customer notes. Understands importance of

not type recording or answering machine. following customer instructions.

VCO customer said she gave clear instructions to the agent to
I spoke to this agent regarding this call and she said she did lei the

16 211712008
only let the number ring 5 times and the! agent continued to let

211712008 phone ring 5 times as per requested by the customer and that Ihe
the number ring longer. I apologized and told her we would follow

customer had hung up immediately after that.
up with the agent. No follow up requestl3d.

Customer's notes read do not type recording and hold for live person
The number was answered by an answering machine stating thaI the
business was closed and there was no live person option. The

Operator not looking at the notes! Customer does not want
operator indicated that when the typed the business closed info he
thought he was supporting the caller with important info, but the

17 2/16/2008
messages typed out. Have supervisors remind agents to check

2/2812008 caller became upset. When the operator attempted to explain the
notes. Complaint came in 2/16/08 at lOam Forwarded to correct

caller hung up. The operator was advised to alert a supervisor when
center. Follow-up requested.

a customer indicates that they are not happy with the service offered
Supervisor discussed other options of explaining. Attempted to reach
customer without success, left message on machine that follow up
action was completed with operator.

Operator was coached to always read customer notes and the
Operator did not look at the notes! Customer does not want importance of taking time to read and understand them as it's

18 2/1612008
messages typed out. Have supervisors remind operators to

2116/2008
important in providing quality service. Operator states she

check notes. Complaint came in at 10 131m on 2/16/08 Forwarded understands completely and will read notes from now on. Cuslomer
to correct center. Follow-up requested. will be contacted for follow up. Unable to make follow up contact with

customer after 4 attempts.

•



An IL VCO customer called to complain that agent could not hear
her and that the agent kept interrupting the call saying to speak Agent coached on importance of remaining professional and

19 2/14/2008 directly to caller and that agent was not part of conversation. 2/14/2008 appropriate phrases to educate the caller about the agent's role No
Apologized for the inconvenience. Customer did not request customer follow up requested.
follow up.

TTY customer cannot receive a relay call. Apologized for the
Called the customer and she stated they needed a new TTY and now20 2/13/2008 problem and opened a trouble ticket. Follow up required for 2/13/2008

problem resolution.
it is working well. She thanked me for following up with her

21 2/612008 TTY customer was billed via Sprint for long distance calls 2/12/2008 Credited customer's account.

Customer reaching busy signal every time calls is made via IL
Relay for past week. Number can be dialed successfully from

22 2/412008
regular phone. (apologized for problem. placed test call from

2/6/2008
Spoke with customer and he said his relay calls are working well

Relay Customer Service and call went through without a problem, Thanked me for following up on this.
advised a trouble ticket would be open€'d.) Customer requests
contact.

IL Voice caller complains her husband nets disconnected using
TTY when receiving relay calls. Customer using digital telephone
service from home and TTY is saying ASCII. Apologized.

Left messages for customer to call back on 3/19 and 3/31. Left
explained regarding ASCII and answer types. Performed test

23 1/30/2008
calls which would not connect. Encouraged customer to check

1/30/2008 another message for customer to call back. Left 3 messages and

with manufacturer of TTY about settingB and her telephone
have not heard back from her. Case is closed.

provider. Entered a trouble ticket. Customer wants contact with
resolution of problem.

TTY customer unable to complete call to medical office via Illinois
Relay. Operator hears busy signal eac~1 time she calls. The

Spoke with customer and he stated all is working fine. Thanke,] me
24 1/29/2008 number can be dialed directly from regular phone without a 2/612008

for following up on this.
problem. (advised a trouble ticket would be entered, apologized
for any inconvenience). Customer reqw~stB contact

Team leader met with this agent. Agent said that the message was
Agent hung up on her as she was givin9 instructions. Forwarded extremely garbled with only 'Ys. Agent could not read screen at all

25 1/24/2008 complaint on to team leader for proper disGonnect procedures 1/24/2008 and was told by supervisor to apologize to customer and disconnect
and waiting for customer instructions. the call due to garbling issues and unable to read text. This is d

technical issue and non-agent error.

Customer reported a specific call where captions were not present at

26 1/16/2008 Service - General 1/16/2008
the start of the call. Customer Service Representative apologized for
this incidence* and followed up with the Call Center. CA accepted
fault and proper disciplinary action was taken.

Spoke with customer and he stated it was a problem, but has not
IL Voice customer is unable to connect to his mother who uses called his mother since 3 weeks ago. He will contact customer
TTY through IL Relay. When his mother answers the phone he service to report problems, if any, the next time he calls her. Called

27 1/16/2008 hears a beep and then the line disconn<3cts. RCS apologized for 1/16/2008 the number several times and got a recording that the number dialed
the problem and entered in a trouble ticket. Follow up is is not correct each time. The customer told me when I spoke with him
requested. on March 17 that he would contact me if any problems. Case is

closed.

Customer reported a specific call where captions were not present at

28 1/16/2008 Service - General 1/16/2008
the start of the call. Customer Service Representative apologized for
this incidence, and followed up with the Call Center. CA accepted
fault and proper disciplinary action was taken.

•



Customer states that the agent was rude to them on a relay call.
The customer asked the agent to repeat, and the agent told the Complaint was forwarded on to agents supervisor for coaching about
voice customer, "you should know how to do a relay call since patience, following customer instructions, and not arguing with the
you said yes I have received a relay call before." The customer customer. Since it was a TIV to Voice call, the agent could not gel a

29 111412008 then asked for a new relay agent and the customer was told, "you 111412008 supervisor, however she could have been more polite during the
can't do that" and was told by the agent to "leave me alone. - process. This agent was not working at the time of the complaint
Thanked customer for letting us know about the incident. Assured She was on bereavement leave and was not scheduled that day No
the customer that this will be forwarded to the appropriate action taken.
supervisor for follow-up. No follow-up to the customer requested.

Customer shared feedback regarding accuracy of captions staling
some voice recognition errors can be 'amusing.' Customer Service

30 1114/2008 Accuracy of captions 1/16/2008
Representative thanked customer for the feedback and informed
them that information was shared with appropriate captioning service
staff for follow up. Suggested customer document the date, time. CA
# for more specific follow up.

31 1/8/2008 Says the person hung up on her. 11812008
This agent did not work during the time [assuming during the time of
the reported contact]of the alleged incidents. No follow up taken

Complaint forwarded to agents supervisor for follow-up on following

Agent not listening to customer. Hung up many times. Holding,
customer instructions and paying attention to the screen. Supervisor

32 1/8/2008 11812008 spoke with this agent about following customer's instructions. Agent
would not disconnect.

did not remember call but apologized if she caused any
inconvenience.

Customer stated that the agent did not Imep them informed. The
Complaint was forwarded on to agent's team leader for follow-IJp
Requests follow·up email after coaching agent. Team Leader spoke

phone rang two times and then there was nothing. The caller
with this agent. Agent did not remember the call but assured

asked if the operator was still there and the operator did not
supervisor that whenever a supervisor is requested, she would

33 113/2008
respond. The caller then asked for a supervisor and the operator

113/2008 definitely get one for the caller. This is a very reliable agent and since
did not respond. The caller finally disconnected after not getting

the caller said there was no response, it is believed that this could
any response from the operator. - Thanl<ed customer for letting

have been a technical issue. Agent did apologize if any
us know and informed her that we would forward this to the

inconvenience was caused. Team Leader emailed the custompf in
appropriate supervisor. Customer would like fonow-up via e-mail.

regards to the action taken. Emailed customer on 1/10108.

After the completion of her call at approximately 905am, the TTY
customer wanted to file an complaint aglainst agent for not
keeping the customer informed. Customer stated that she does
not being left hanging not knowing the process of the call. There Agent is aware of keeping the customer informed. No customer

34 12128/2007
was lengthy silence between the "GA" Elnd during the time CA is

12128/2007
follow up requested.

typing the voice person's message. Apologized for the
inconvenience and assured that this contact will be forwarded to
agent's direct supervisor. No follow up needed.

35 12126/2007 Billing - General 12/26/2007 Discussed billing and took appropriate action.

Sent customer information explaining the difference between a

36 12/1712007 Disconnect/Reconnect during calls 12/17/2007
CapTel and a traditional phone. Explained to customer why
disconnectionlreconnection might be occurring and sent mail with
tips to reduce their occurrence.

•



Reached answering machine on 1st dial out. Customer gave

37 12/7/2007 agent a 2nd number to dial and agent hung on customer. Didn't
12/7/2007 Team Leader met with CA and told them to pay close attention to the

dial out. Complaint was filed on 12/3/07 at 7:44 pm. Forwarded screen. CA was coached.
on to correct center for follow-up.

Customer repeated number many times and operator said the Agent doesn't remember this call. However, spoke to the agent
number was invalid each time. When dialing the number with a regarding this. Reminded the agent to make sure and keep the

38 12/7/2007 new operator, the number was valid and went through on 1st dial 12/7/2007 customer informed of everything that is occurring. It is not known
out. Complaint was filed on 12/6/07 at 8:01 pm. Forwarded on to whether the computer system was not allowing the call to go through
correct center for follow-up with agent. or if a recording was reached. No follow-up requested.

Voice customer cannot connect with mother, TTY user, via IL
Spoke with the mother and she stated that her son has been able to39 121712007 Relay service. (supervisor assisted caller, advised trouble ticket 1/11/2008

would be entered) Customer requests contact asap. get through relay to her and that all was working fine.

tL VCO very frustrated as she can not r'3ceive incoming calls
through relay. Performed test call successfully, discussed Spoke with customer and she stated she figured out how to answer

40 12/5/2007 equipment may need serviced and let customer know I would 12/5/2007 her calls and all has been working well. Thanked me for follOWing up
inform Relay Program Manager of the issue. Customer does with her.
want contact from Program Manager.

An IL VCO customer called to complain that her number is not
showing up to agents. She always has to give her number before

Called the customer and she stated that all was working well as she41 12/4/2007 they process her call. Apologized for inc:onvenience. Another rep 12/4/2007
got a new TTY. She thanked me for calling her back.

opened a TT 5353154 on 11/15, but this trouble persists. Opened
newTT 54165345. Follow-up requested.

Customer stated that the CA interrupted the caller while they
were still typing. The CA dialed the number while the customer

42 11/29/2007 was still giving instructions. - Supervisor apologized to the 11/29/2007 Agent was coached on proper agent protocol.
customer and informed them that this would be sent to the
appropriate supervisor. No follow-up requested.

Customer having problem receiving calls from relay. Apologized Added Customer Contact phone number 11/28/07. Spoke with the
43 11/28/2007 for the problem and opened trouble ticket. Follow-up required for 11/28/2007 mother and she stated that her relay calls are working fine. Sh8

problem resolution. thanked me for following up with her.

Customer states when she receives relay calls the message is
totally garbled. She can never get the operator number as it is Called on 12/7107 at 1:25 PM and 12f7107 at 1:40 PM - it was busy

44 11/28/2007 also garbled. Also she sometimes gets slow typing and then the 111712008 both times. Tried again at 3:25 PM on 1/17/08 and no answer Case
call disconnects. Also the agent tells her they cannot switch her is closed.
calls to yeo. Apologized turned in a trouble ticket.

Unable to reach Mother at phone number provided. Getting a
high pitched sound like a fax machine. Customer stated the
phone is set up to receive call. Contact the customer and not the Trouble ticket forwarded to technician. Tech called the customer,

45 11/27/2007 mother at this time. Apologized to customer for her difficulty. 11/27/2007 received recording: "Call cannot be completed as dialed. Please
Would follow up with tech to find out what's going on. Trouble check the number and try your call again." No further action possible
ticket to follow complaint. Customer wished me a pleasant
holiday at end, but was very disappointl~d in our service.

•



An IL TTY customer says she keeps getting billed by Sprint every

46 11/27/2007
two or three months, even though her customer notes are set up

11/27/2007 Her account was credited for all of the Sprint calls.
to bill AT&T. Apologized for inconvenience. Offered to credit for
mischarges. Opened trouble ticket. Follow-·up requested.

An IL voice customer called to complain that for about a month,
when she calls her TTY niece through relay, she cannot get
through. The relay tells her the message is garbled, then the line

Called on 1217/2007, 1/17/2008 and 2/6/2008 - no one answered and47 11127/2007 disconnects. The niece doesn't have a problem when calling her 11/27/2007
aunt. Apologized for inconvenience. Malde a test call with and they do not have an answering machine. Case is closed.

without relay (call disconnected with relay). Opened a trouble
ticket. Follow-up requested.

CA wouldn't answer me twice. Twice he~ hung up on me. I gave
The agent does not remember this particular call. However, proper

48 11/22/2007 him the number for the pharmacy then I waited and waited and I 11/22/2007
disconnect procedures were reviewed with this agent. The agent

said "Hello" then hung up.
understands the importance of staying focused and respondino tCl
every customer.

IL VCO customer states she is asked for her calling from number
every time she calls into a relay operator. She states this has

Spoke with the customer and she said all was working fine as -;he yot49 11115/2007 happened for approximately the past 2 weeks. RCS apologized to 11/15/2007
customer and informed her we would enter in a Trouble Ticket.

a new TTY. She thanked me for calling her back.

Customer did not request a follow up.

TTY customer reports Relay operator was unable to out dial
I left a message on 3/17/08, 3/18/08 and 3/19108 for customer to call

50 11/14/2007
without additional information. Customer's "calling from" number

11/14/2007 back. Today I heard from the customer and she stated that her relay
was not populating. Apologized. A trouble ticket was opened.

calls are working fine.
Follow up requested.

Customer notes said to not type recordings/messages unless
51 11/912007 asked to do so. Agent typed out answeling machine without 11/9/2007 Team Leader coached agent on following customer instruction:;

customer's instructions.

Agent didn't answer the TTY user when they spoke to them and
Supervisor spoke to the agent regarding this complaint. The agent
does not remember the call. The supervisor reviewed the importance

52 11/9/2007 hung up on customer. Complaint filed on 11/5/07 at 7:17 pm. No 11/9/2007
of focusing on calls and responding to customers in a timely manner.

follow·up requested.
The agent understands.

An IL VCO customer called to complain that she has had trouble
receiving calls from people through relay. This has been going on

The technician contacted the customer and made test calls. All

53 11/2/2007
since she moved, about a week and a half. Apologized for

11/2/2007 worked smoothly and the customer thanked him for working With her
inconvenience. Made a test call and the! line disconnected, then

to resolve this.
was busy. Called directly through TTY and had no trouble.
Opened a trouble ticket. Follow-up requested.

IL VCO is not able to connect with relay but gets screeching

54 10/29/2007
noise. Apologized, provided equipment #'s to call, and submitted

10/29/2007
Spoke with customer and she figured out how to answer her calls

trouble ticket for technicians to investigate. Customer did not and all is going well. She thanked me for following up with her
request contact

I


